This will serve as probationary employees’ workbook on learning about Healthy Options’ 
products, customer service practices, and POS/cashiering related activities. 


Shelby Rose C. Gelayo 


Part 1. Products 


Topic 1: Introduction to Natural and Organic Products 


What are natural products? 
Natural products are food items that have not been altered chemically or synthesized in any form. 
They are formulated without artificial ingredients. 


What are organic products? 
Organic products refer to foods that have been grown, manufactured, shipped, packaged and sold 
without the use of synthetic chemicals, pesticides, fertilizers and fungicides. 


What are the differences between the two? 

Organic products are produce using organic means with legal implications, and no residues of 
pesticides, fungicides, and other synthetic chemicals while Natural products are minimally 
synthesized, ingredients are also derived from plants and animals as well as free of synthetic or 
artificial ingredients. 


Topic 2: Nutrition Basics 


What is nutrition? 
Nutrition are the substances or elements that ca provide nourishment. It also promotes growth, good 
health and are vital for disease prevention. 


What are the 2 Types Nutrients? 
Macronutrients are a type of food required in a large amount in the diet. 
Micronutrients are a type of food required in a small amount in the diet. 


Cont. Topic 2. Nutrition Basics 


What are the Macronutrients? 

Fats -as an energy source, provide the body with EFAs (Essential Fatty Acids) as well as fat soluble 
vitamins, energy source 

Carbohydrates 

Proteins 

Water 


What are the Micronutrients? 
Vitamins 
Minerals 


What is the role of water in our body? 
Water helps to transport nutrients and waste product in and out of the cell. It also maintain the 


proper body temperature. 


Topic 3. Understanding Food Labels 


How to read the Food Labels? 


What's on the 
Nutrition Facts Label 


The Nutrition Facts label found on packaged foods and beverages is your daily tool for making 
informed food choices that contribute to healthy lifelong eating habits. Explore it today and discover the 
wealth of information it contains! 


* It is common for one package of food to contain more 
than one serving. 

* Some containers may also have a label with two 
columns—one column sting the amount of calories and 
nutrients in one serving and the other column listing this 
information for the entire package. 


Serving Size is based on the amount of 

food that is customarily eaten at one time and 

is not a recommendation of how much to eat or drink. 
The nutrition information Ested on the Nutrition Facts label 
is usually based on one serving of the food; however, 
some containers may also have information displayed 
per package. 


* Serving size is shown as a common household measure 
that is appropriate to the food (such as cup, tablespoon, 
piece, siice, or jar), followed by the metric amount in 
grams (g). 

* When comparing calories and nutrients in different foods, 
check the serving size to make an accurate comparison. 


* The % Daily Vaise (OV) tes you how much a nutrient in 
A Serving of food coitas O a Gilly chet. 2.000 calores 
a day S weed fer General netfee advis. 


Calories refers to the total number of 


calories, or “energy,” supplied from all sources congue gee 


(carbohydrate, fat, protein, and alcohol) in a serving 
of the food. 


* To achieve or maintain a healthy body weight, 


* 100 calories per serving of an individual 
packaged food is considered moderate 

+ 400 calories or more per serving of an 
individual packaged food is considered high 


balance the number of calories you eat and drink 
with the number of calories your body uses. 

+ 2,000 calories a day is used as a general guide for 
nutrition advice. Your calorie needs may be higher 
or lower and vary depending on your age, sex, 
height, weight, and physical activity level. Learn 


Tip: The terms “fat-free” and “no added 
sugars” do not mean “calorie-free.” 
These food items may have as many 
calories as the regular versions. Always 


check the Nutrition Facts label and 
compare the calories and nutrients in the 
modified version to the regular version. 
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Topic 3. Understanding Food Labels 


How to read the Food Labels? 


Nutrition Facts 


% Daily Value (%DV) shows how much 
faa aa aa 


+ The %DV column doesn't add up vertically to 100%. Instead, 
the %DV is the percentage of the Daily Value for each nutrient 
in a serving of the food. The Daily Values are referance amounts 
(in grams, milligrams, or micrograms) of nutrients to consume 
or not to exceed each day. 

For example, the Daily Value for saturated fat is less than 20 
grams (g) per day (based on a 2,000 calorie daily diet), which 
equals 100% DV. If the Nutrition Facts label says one serving of a 
food contains 1.5 g of saturated fat, then the %DV for saturated 
fat for this specific food is 8%. That means the food contains 8% 
of the maximum amount of saturated fat that an average person 
should eat in an entire day. 


* Some nutrients on the Nutrition Facts label do not have a %DV, 
so use the number of grams to compare and choose products. 


* The S Dady Value (DV) tits you Row much aà nutrient in 
a serving of toad contributes & a dady diat 2.000 coterie 
a Gay &@ used for general sutton adaon 


Using %DV 


+ Compare Foods: Use %DV to compare food products (remember to make sure the serving size is the 
same) and to choose products that are higher in nutrients you want to get more of and lower in nutrients 
you want to get less of. 


As a general guide: 
* 5% DV or less of a nutrient per serving is considered low 
* 20% DV or more of a nutrient per serving is considered high 


* Understand Nutrient Content Claims: Use %DV to help distinguish one claim from another, such as 
“tight,” “low,” and “reduced.” Simply compare %DVs in each food product to see which one is higher or 
lower in a particular nutrient. There is no nead to memorize definitions. 

* Manage Dietary Trade-Offs: Use %DV to make dietary trade-offs with other foods throughout the day. 
You don't have to give up a favorite food to have a healthy diet. When a food you like is high in a nutrient 
you want to get less of—or low in a nutrient you want to get more of—you can balance it with foods that 
are low (or high) in that nutrient at other times of the day. 


Interactive Nutrition Facts Label + October 2021 
What's on the Nutrition Facts Label 2 


Topic 3. Understanding Food Labels 


How to read food labels? 


Nutrients 


The Nutrition Facts label can help you learn about the nutrient 
content of many foods in your diet. 


* The Nutrition Facts label must list: total fat, saturated fat, 
trans fat, cholesterol, sodium, total carbohydrate, dietary fiber, 
total sugars, added sugars, protein, vitamin D, calcium, iron, and 
potassium. 

* The Nutrition Facts label may also list: monounsaturated fat, 
polyunsaturated fat, soluble fiber, insoluble fiber, sugar alcohols, 
vitamins (biotin, choline, folate, niacin, pantothenic acid, riboflavin, 
thiamin, and vitamins A, Ba, B.., C, E, and K) and minerals 
molybdenum, phosphorus, selenium, and zinc). 


The Nutrition Facts Label can also help you monitor nutrients 
you want to get less of and those you want to get more of. 


Picts Anon ne! arang apaan pa p 
of koad contributes to a dady diut 2.000 calories 
a ny la used tar ganeri tilon adden 


[PASTEURIZED SKIM MILK, CULTURES, 
SALT, ENZYMES], CHEDDAR CHEESE 
[PASTEURIZED MILK, CULTURES, SALT, 


XANTHAN GUM, SPICE), LENTILS, CORN, 
GREEN BEANS, RED BEANS, POTATOES. 


CONTAINS: WHEAT, MILK. 


Nutrients to get more of: 

Dietary fiber, pompei 
Many Americans do not get the recommended amount 
A E A 


the risk of developing some health conditions (such 
as cardiovascular disease, osteoporosis, anemia, and high 
blood pressure). 


Compare and choose foods to get 100% DV of these 
nutrients on most days. 


Ingredient List 


In addition to the Nutrition Facts label, the ingredient Est is also a 
helpful tool. The ingredient ist shows each ingredient in a food by 
its common or usual name. Ingredients are listed in descending 
order by weight, so the ingredient that weighs the most in the 
product is listed first, and the ingredient that weighs the least is 
listed last. 
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Topic 4. Food Families 


What are the Food Families available in HO under Food/Grocery Section? Give 5 examples for each. 


Dh E a 


Grains 
Legumes 

Nuts and Seeds 
Oils 
Sweeteners 
Juices 


Topic 5. Special Diets 


What is a special diet? 


Give at least 5 examples of special diets and the purpose of each. 


Topic 6. Food Supplements 


What are food supplements? 


What are the two types of vitamins? State the name of the vitamins under each type and supply your 
answer with the respective uses/benefits of each. 


Topic 6. Food Supplements 


What do we mean by methylated vitamins? 


What is the difference between ascorbic acid and calcium ascorbate? 


What is the advantage of a liposomal form of vitamin C? 


What is the difference between vitamin A and Beta Carotene? 


What will happen if you have an excessive intake of Beta Carotene? 


What are the differences of the following vitamin D forms? 


1. Vitamin D 


2. Vitamin D2 


3. Vitamin D3 


Topic 6. Food Supplements 


What are minerals? 


List down all the minerals that can be found in HO and state the features, benefits and/or uses of each. 


Topic 6. Food Supplements 


What is the meaning of chelation? 


What is the difference between the following forms of calcium? 


1. Carbonate 


2. Citrate 


Why is calcium always combined with vitamin D3? What is the other vitamin that may be added to 
calcium and vitamin D3? 


What is the difference between the following forms of magnesium? 


1. Citrate 


2. Oxide 


3. Glycinate 


4. Malate 


5. L-Threonate 


Topic 6. Food Supplements 


What are amino acids? 


What are the two main types of amino acids? State the name of the amino acids under each type and 
supply your answer with the respective uses/benefits of each. 


Topic 6. Food Supplements 


What are antioxidants? 


List down at least 10 antioxidants available in HO and give the features, benefits/uses of each. 


What is collagen? 


What are the functions of the following types of collagens? 


Collagen Type I 


Collagen Type II 


Collagen Type III 


Topic 6. Food Supplements 


What are Prebiotics and Probiotics? 


Name 6 food supplements with Prebiotic and/or Probiotic that are available in HO. Highlight the 
benefits and differences from the other. 


Topic 6. Food Supplements 


What are enzymes? 


Name 5 enzyme products that are available in HO. List down the features, benefits and/or uses of 
each. 


Topic 6. Food Supplements 


What are herbs? 


List down 10 herbs available in HO and state its features, benefits and/or uses. 


Topic 7. Specialty Supplements 


List down 5 supplements beneficial for the brain and the functions of each. 


List down 5 supplements beneficial for the hair and the functions of each. 


List down 5 supplements beneficial for eyes and the 


functions of each. 


List down 5 supplements beneficial for the heart and the functions of each. 


Topic 7. Specialty Supplements 


List down 5 supplements beneficial for a healthy cholesterol and the functions of each. 


List down 5 supplements beneficial for a healthy blood sugar level and the functions of each. 


List down 5 supplements beneficial for the liver health and the functions of each. 


Topic 7. Specialty Supplements 


List down 5 supplements beneficial for healthy prostate and the functions of each. 


List down 5 supplements beneficial for menstrual/hormonal levels and the functions of each. 


List down 5 supplements helpful for weight loss and the functions of each. 


Topic 7. Specialty Supplements 


List down 5 supplements beneficial for stress management and the functions of each. 


List down 5 supplements beneficial for immune health and the functions of each. 


List down 5 supplements beneficial for gut health and the functions of each. 


Topic 7. Specialty Supplements 


List down 5 supplements beneficial for joint health and the functions of each. 


List down 5 supplements beneficial for skin health and the functions of each. 


List down 5 supplements beneficial for lung health and the functions of each. 


Topic 7. Specialty Supplements 


List down 5 supplements beneficial for kidney health and the functions of each. 


What are homeopathic medicines? 


List down 10 homeopathic medicines available in HO and state the functions of each. 


Topic 8. Personal Care 


State the 5 skin types. 


Steps of a beauty regimen. State it in order. 


List down 5 products that can be of used for each beauty regimen according to each skin type. 


What is the difference between toner and astringent? 


What is the difference between serum and moisturizer? 


What is the difference between sunblock and sunscreen? 


When do we apply eye gels/cream? 


What are the ingredients beneficial for resolving acne problems? 


What is the difference between Thayer’s, T.N Dickinsons and Humphreys? 


What are the ingredients that may help with fine lines and wrinkles? 


What ingredient should be avoided by pregnant women? 


Topic 8. Personal Care 


What are the products for the hair available in HOP 


State what happens to the hair when it is dyed by a hair color product. 


State the 4 brands of hair dye available in HO. Differentiate them too in the table below. 


For you, which of the brands is best and why? 


Topic 8. Personal Care 


What is the difference between shower gel and body wash? 


List down 5 brands that offer shower gel and/or body wash. 


What is the difference between body lotion and body cream? 


List down 5 brands that offer body lotion and/or body cream. 


What are body oils? 


Topic 8. Personal care 


What is the difference between deodorant and anti-perspirant? 


List 5 brands we can offer to customers who are either looking for deodorant or anti-perspirant. 


If you will buy, which deodorant or anti-perspirant brand will you buy and why? 


What is fluoride? 


Why do people look for fluoride-free toothpaste? 


Topic 9. Grocery Items 


What is a gluten and where it can be found? 


People who have this disease should avoid gluten. 


List down 5 Gluten-free products under each category 


Beverage Cereals Snacks/Chips Cookies Chocolate 


Who are the people who should avoid lactose products? What food supplement could we recommend 
to these people? 


List down 10 lactose free products that are available in HO? 


Brand Description 


Topic 9. Grocery Items 


What is the difference between sugar-free and unsweetened? 


List down 3 sugar-free items under each category. 


Beverage Cereal Snacks/Chips Cookies Chocolates 


List down 3 unsweetened items under each category. 


Beverage Cereal Snacks/Chips Cookies Chocolates 


What is the difference between caffeine-free and decaffeinated? Give products available in HO below. 


Caffeine-free Decaffeinated 


When do we say that a product is low in sodium? 


List down 5 low-sodium items under each category 


Beverage Snacks Nuts Cookies Cereals 


Who are the people who will benefit from a low-sodium diet? 


Topic 9. Grocery 


What is the difference of bleached and unbleached flours? 


What is the difference between chia seeds and flax seeds? 


List down 10 nuts available in HO. 


Brand Description Brand Description 


What oils are available in HO? Give 5 examples and explain their heat capacity. 


OH AWNE 


What is the difference of Cold Pressed, Virgin and Expeller Pressed oils? 


What is the difference between concentrated juice, fresh-pressed juice, and blend? 


What is the difference between pasteurized and unpasteurized butter/milk? 


Topic 9. Grocery 


What is manuka honey? 


How does it differ from other honeys available in HO? 


What is the difference between, MGO, UMG and k-Factor 


What is Allulose? 


Give 5 sugar-alternatives available in HO. 


Brand Description 


Give 5 salt available in HO and identify their benefits. 


Brand Description 


10. Farm Produce 


What are the groups under our Farm produce category? 


What is a blood spot on egg? 


What is a meat spot on egg? 


What are the weights of our eggs? 


Egg Size Egg weight 


Small 


Medium 


Large 


XL 


Jumbo 


What are the advantages of our eggs versus the commercial ones? Cite at least 5. 


Topic 10. Farm produce 


Why do we have low supply of eggs at times? What do we say to our customers when this happens? 


What are the advantages of our vegetables versus the commercial ones? 


Where do we get our supply of vegetables? 


What do you think is the reason why we have low supply of vegetables at times? What do we say to 
our customers when this happens? 


Do we do Quality Assurance check on our Farm produce items? If yes, why, and how? 


Topic 10. Farm produce 


Where did we source our pork? 


What are the advantages of our pork versus the commercial ones? 


Why do we have low supply of pork at times? What do we say to our customers when this happens? 


What is the difference between our chilled pork and frozen pork? 


What are the parts of a pig? Illustrate @ You may use a separate paper for this. 


Topic 10. Farm produce 


What is the advantage of our Bostock chicken over the commercially available ones? 


What is a butterflied chicken? Which recipes this cut of chicken can be of use? 


List down the available cuts of chicken in HO aside from butterflied chicken. Kindly also suggest a 
recipe for each aside from frying. 


Give the names of the owners of the Bostock brand and where did the brand come from? 


Topic 10. Farm produce 


What are the seafoods available in HO? Cite how they were caught and suggest recipes for each. 


What are the certifications available for each of our seafoods and cite what those associations do? 


Which of our seafoods are farmed? 


Topic 11. Baking Therapy 


What is the meaning of artisan? 


What are the ingredients of our croissants? 


What are sourdough breads? What are the 4 main ingredient of a sourdough bread? 


List products under each category. 


Gluten-free Sugar-Free Vegan Nut-free Keto-friendly Dairy-free 


Do we sell our cakes in slices? 


Are the BT Kiosks able to slice loaves? 


Which BT branches have cafes? 


Do we have our own BT Commissary? 


Do we have our own Gluten-free facility? 


Part Il. 


Topic 1. Customer Service 


What is customer service? 


What is a good customer service? 


Have you experienced a good customer service? If yes, please share your experience. 


What is a bad customer service? 


Have you experienced a bad customer service? If yes, please share your experience. 


What is customer engagement? How does it differ to customer service? 


As a Customer Adviser, how do you plan to provide a good customer experience to our customers? 


Topic 2. The APPLE Steps of Customer Service 


State the meaning of 


A- 
P- 
P- 
L- 
E- 


Have a role play with your buddy on how to demonstrate the stated steps. In your own way, how will 
you be able to apply the steps in engaging with our customers? 


Share your personal experiences and interactions with our customers here... 


Topic 3. CA and Customer Scenarios 


Provide the solutions to the following scenarios below. 


A customer walked-in looking for a product that is not available. 


At the counter, a customer came and asked if she can return a product that she bought a week ago 
because she purchased the wrong the item. She wanted to replace it with the product that she really 
wanted to buy. 


A customer whom you’ve been assisting in the grocery section asked you about a supplement product 
that you are not familiar with, what would you do? 


Two customers came in with the same body built, a grandmother and her granddaughter, the 
grandmother asked you to recommend a supplement for depression for her granddaughter. What 
questions will you ask the grandmother to give a good recommendation for her granddaughter? 


Your store’s mobile phone is ringing but all of you in the store are assisting customers. The ring came 
to a stop, what would you do? 


The customer who just recently called and asked for product availability has finally decided to buy the 
item. However, she mentioned she can’t visit the store, but she needs the item badly now. What would 
you suggest to the customer so she can still get the item? 


Topic 3. CA and Customer Scenarios 


You assisted a customer who bought melatonin to improve his sleeping pattern. After a month, he 
came by to give his feedback that the product did not work for him. What are the questions you must 
raise to the customer to better understand his needs? 


An old lady customer with a big dog without a stroller came and would want to buy a TM Throat Coat 
from us, however she’s not allowed entry to the store because the dog should be ina stroller or must 
be carried. What help can we offer to the customer? 


You and your CA buddy are discussing about a topic at the shopfloor, customers started to flock in but 
she wouldn’t want to stop talking because you will loose the momentum of learning, what would you 
do/say as a probee to your CA buddy? 


A senior citizen with a cane bearing a prescription came to you and asked for availability, however, 
your store is currently out-of-stock of the item he needs. The item is only available at the neighboring 
branch, what help can you offer the customer? 


One customer who walked-in came to ask about an item to you, the product is available, but she got 
mad suddenly because of your untidy hair, what would you do? 


Do you think good grooming is part of our role as a Customer Adviser? Why? 


Part IIl. POS Transactions/Cashiering Demonstration 


You will be guided by your CA buddy on the first weeks of your cashiering duty, kindly list down our 
policies on the following: 


Return/Exchange 


Post-void Transaction 


Credit Note 


Gift Certificate Purchase 


Gift Certificate Redemption 


Double Charged Transaction 


Check Payment 


